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In the Fall of 1997, the Agency published the 
GioJelgellele RDA AA Communication Barriers Report. This report made 
25 recommendations to eliminate communication 
Complaints Summary - obstacles for persons with sensory or cognitive 
disabilities while travelling by air. One of the recom- 
1999.59 ; 
mendations suggested that each air carrier and airport 
operator create their own Alternative Format Policy 
A Growing Clientele that states in a clear and concise manner how it will 
LM OT IE URI ee provide information that is otherwise available to the 
general public to persons with disabilities. 
Provision of Services | | | 
board Small To assist transportation service providers as they 
à develop their own policies on this matter, the 
Aircraft ......... 16 Canadian Transportation Agency has developed a 
Generic Alternative Format Policy. This generic policy 
provides guidelines for the systematic and cost- 
effective provision of services to customers who 
require information in alternative formats such as 
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braille, large print, audio cassette, 
video or electronic formats. 


The Generic Alternative Policy was 
developed in consultation with a 
Working Group representing the air 
transportation industry, 
organizations of and 
for persons with 
disabilities, and 
other government 


Since the development of the 
Generic Alternative Format Policy, the 
Agency has decided that it would 
develop a code of practice to address 
various Communication Issues out- 
lined in the Communications Barrier 

Report. The Agency 
plans to incorporate 
the Generic 
Alternative Format 

Policy into this new 

code of practice 
which would apply 
to Canadian carriers 


departments. The 
Working Group met 
twice following the release of the 
Communication Barriers Report and its 
members commented on drafts of 
the policy. 


and terminal opera- 
tors in the air, rail and marine trans- 
portation networks. 


The draft code of practice will be 
discussed at the next meeting of the 
Agency’s Advisory Committee later 
this year. @ 
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To submit your ideas and comments, 


or to get more information or other | 


Agency publications, you can contact 
us at: Accessible Transportation 


Directorate, Canadian Transportation 
Agency, Ottawa, Ontario K1A ON9 
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(819) 997-6828 
1-800-883-1813 
(819) 953-9705 
1-800-669-5575 
Fax: (819) 953-6019 


Internet: www.cta-otc.gc.ca 


SURVEY OF AIR TRAVEL ACCESSIBILITY 


Are Canadian airlines and airports 
giving the travelling public with dis- 
abilities the attention they deserve? 


The Canadian Transportation 
Agency conducted a “Taking Charge 
of Air Travel” survey at six Canadian 
airports between May and August 
this year to determine if they were. 


The Agency has a mandate to 
ensure that federally-regulated trans- 
portation services are accessible to 
travellers with disabilities. It has been 
working with airlines and airports for 
several years toward improving ser- 
vices and facilities for persons with 
disabilities as well as seniors with 
similar travel needs. 


While most Canadians see airports 
as gateways to travelling enjoyment, 
they can be intimidating places for 
many travellers with disabilities. The 
Canadian Transportation Agency is 
working to ensure that all travellers 
can take charge of their air travel 
experience. 


The Agency conducted surveys at 
airports at Ottawa, Halifax, Calgary, 
Vancouver, Montreal and Toronto 
between May and August. 
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Agency team, left to right: Julia Seferovic, 
summer student; Lisa Drouillard, Senior 
Economist; Annick Doucet, Summer 
student. 


Seniors and persons with disabili- 
ties were asked to fill out a question- 
naire advising whether they felt they 
were given access to the kind of 
service they required to prepare for 
and take flights with a minimum of 
obstacles. 


The Agency asked media, persons 
with disabilities, seniors, including 
their friends, relatives, care givers, 
travel agents and others to publicize 
the “Taking Charge of Air Travel” 
survey. | 
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STAAL? 


“If seniors and travellers with 
disabilities want to take charge of 
improving travelling experiences for 
themselves and their colleagues, and 
| believe they do, then these surveys 
will help us achieve this goal,” said 
Marian Robson, Chairman of the 
Canadian Transportation Agency. 
“We are really hoping for widespread 
participation, and are asking every- 
one to help raise awareness of this 
very important survey.” 


An Agency representative handing out 
surveys in Halifax. 
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Mrs. Robson acknowledged that 
air carriers and airport authorities 
have improved services for air trav- 
ellers with disabilities in recent years, 
“but everyone is aware that there is 
still room for improvement.” 


The survey dealt with issues such 
as booking agents’ awareness of 
services and facilities for seniors and 
persons with disabilities; ease of 
access to different areas of the air- 
ports; readability of flight schedule 
monitors; clarity of public address 
announcements; helpfulness of 
check-in personnel; facilitation of 
passenger boarding and baggage 
handling; seating and washroom 
arrangements; availability of wheel- 
chairs on-board aircraft; and accom- 
modations provided for service 
animals. 


Canadian Transportation Agency 
representatives conducted the survey 
between May and August to provide 
travellers with disabilities an opportu- 
nity to participate in the most 
comprehensive national survey of 
accessibility in the federally regulated 
transportation network. Agency staff 
distributed more than 4200 surveys 
in 6 airports. By the end of July, 
almost one-third had been completed 
and sent in. Many more were 


expected in August as distribution in 
Toronto and Montreal had just been 
completed. 


Analysis of the surveys takes place 
this fall. The “Taking Charge of Air 
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Travel” survey findings will assist the 
Agency in establishing priorities to 
eliminate undue barriers for travelling 
Canadians with disabilities. @ 


THE 2000 SATH WORLD CONGRESS 


by Pat Weir 


In January, the Society for the 
Advancement of Travel for the 
Handicapped (SATH) held its World 
Congress for Travellers with 
Disabilities and Mature Travellers in 
Ft. Lauderdale, Florida. This interna- 
tional congress was an opportunity to 
exchange and voice ideas for advanc- 
ing the travel industry and for accom- 
modating travellers with disabilities 
and mature travellers. SATH repre- 
sents the interests of all people who 
have a disability in organizations such 
as the American Society of Travel 
Agents, and on the Advisory Board of 
the U.S. Congressional Caucus on 
Travel and Tourism. 


Chris Stark, Manager, Monitoring 
and Liaison, represented the 
Canadian Transportation Agency on a 


For more information on the 


next SATH congress to be held in 


January 2001, visit their website 


at http://www.ten-io.com/sath. 


panel of international speakers who 
addressed issues on special needs and 
different types of disabilities, what 
constitutes a disability, and the demo- 
graphics of persons with disabilities. 
The congress was a unique opportu- 
nity to promote tourism in Canada for 
persons with disabilities. As well, it 
reinforced the ongoing need to be 
aware of initiatives by other countries 
and to maintain close contact with 
consumers and industry in the United 
States and around the world. @ 


SUMMER 2000 


TRACY SCHMITT: FLYING HIGH 


(Reprinted with permission from Total Access, Winter 1999) 


For Tracy Schmitt, the sky’s no limit. 


As an organizational learning 
specialist with Air Canada in Toronto, 
Tracy teaches a wide variety of inter- 
personal skills, including disability 
sensitivity, to the airline’s personnel. 


“| love my job,” says Tracy. “I’ve 
been interested in group dynamics all 
my life, so this job combines my 
interest in group dynamics along 
with teaching — and kind of welds it 
all into one.” 


Tracy, who was born a four-way 
amputee, had never let her disability 
interfere with success. After complet- 
ing bachelor degrees in Recreation & 
Leisure Studies and Education, she 
headed to Mexico for a year to teach 
grade four — something she 
describes as a “wonderful experi- 
ence”. But when she came home, 
she found permanent job prospects 
slim, and lack of transportation and 
communication options made it 
difficult to access even temporary 
contract positions. She had never 
obtained her driver’s license, and 
found Toronto’s adapted transit far 
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too inflexible. She also lacked a suit- 
able computer — so necessary for 
today’s job seekers. 


Realizing she needed assistance, 
Tracy turned to community organiza- 
tions. She had heard of CPA Ontario's 
Employment Resource Centre, and 
was surprised to learn of CPA's inclu- 
sive mandate to offer services to 
people with physical disabilities 
beyond SCI. | 


Her initial contact was with 
employment counsellor Ken Lipton in 
August, 1998. Ken began looking for 
receptive employers, but also referred 
Tracy to vocational counsellor Tim 
Nourse and assistive technology spe- 
cialists Sue Riley and Cesar Marquez. 


“They know of each other's exis- 
tence and roles,” says Tracy. “They 
don’t just have this sort of ‘It’s not 
my job’ attitude.” 


Tracy was assessed for adaptive 
computer technology, vocational 
skills and aptitude, and other abilities. 
CPA Ontario staff then helped secure 
necessary funding for a new adapted 


computer and an adapted minivan. 
They also provided computer training 
and helped her gain access to driver 
education, all the while working with 
her to refine her job seeking skills and 
seek appropriate positions. 


“Every single person throughout 
CPA loved their job,” says Tracy. 
“They treated me like an educated 
and professional human being. It was 
dignified, there wasn’t any conde- 
scension. While | was proactive 
helping myself, | wasn’t treated like 
a hero — it was expected of me to 
do those things.” 
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Their collective efforts paid off in 
October, 1998, when Tracy was inter- 
viewed and subsequently hired by Air 
Canada. 


“It’s been a really big year for me. 
It’s my first full time job with benefits 
and permanency — you know there’s 
a future there. | bought the van, and 
| bought my first house. It’s not just 
that | found a job, I’ve found a whole 
new life.” @ 


SMART SEATING 


Transport Canada has recently pro- 
duced a video entitled “Smart 
Seating”. The video is designed to 
assist travellers with disabilities to 
make informed choices when making 
requests for seating arrangements 
when they fly. 


The video is in VHS format and is 
available in English or French. Each 
version includes open captioning 
(text style). The English version 
includes a cameo for American Sign 


Language while the French version 
includes a cameo for Quebec Sign 
Language. 


If you would like a free copy of 
this video, please write 


Chief, Cabin Safety Standards 
Transport Canada 

330 Sparks Street 

Place de Ville, Tower C, 4th Floor 
Ottawa, Ontario KIA ON8& + 
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BOARDING DEVICES 


Chris Stark 


With the increased use of smaller 
aircraft serving many Canadian cities, 
accessibility to these air services has 
taken on added importance. The 
Canadian Transportation Agency and 
the Transportation Development 
Centre (TDC) have undertaken a joint 
research initiative in the area of 
boarding devices. The TDC is the 
research arm of Transport Canada 
and is responsible for managing 
transportation research and develop- 
ment programs. The project intends 
to identify ways of improving the 
accessibility of regional and local air 
services in Canada to passengers with 
disabilities. 


Air carriers and airport operators 
are being asked to provide informa- 
tion on the availability and use of 
boarding devices for aircraft with 
19 to 60 seats, such as the Canadair 
Regional Jet and the deHavilland 
Dash-8. The information provided 
should assist the Agency and the 
TDC in assessing the availability and 
use of manual and mechanized 
boarding equipment, their compati- 
bility with different aircraft types and 
the capacity of the aircraft to stow 
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mobility aids. The data will be 
gathered mainly through document 
research as well as questionnaires 
to airport operators, air carriers, 

and manufacturers of boarding 
equipment. 


Once the data is analyzed, the 
Agency and the TDC will develop 
recommendations to improve 
accessibility to smaller-sized passen- 
ger aircraft in Canada. The project 
is expected to be completed by the 
Fall of 2000 and the results will be 
presented to the Agency’s 
Accessibility Advisory Committee. @ 
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COMPLAINTS SUMMARY - 1999 


In the last 10 years, complaints to 
the Agency have focussed mainly on 
service issues, such as lack of assis- 
tance in the terminal, methods used 
to board mobility-impaired passen- 
gers, refusal to carry mobility aids 
and damage to mobility aids. There 
were also complaints relating to 
appropriate seating accommodation 
in aircraft, accessibility of carrier 
equipment, carrier personnel’s lack of 
awareness of ways to meet the needs 
of travellers with disabilities, and 
accessibility in terminals. 


In 1999, the Agency noted that 
the lack, or perceived lack, of tele- 
phone-teletype devices (TTYs) is a 
growing concern within the commu- 
nity of people who are deaf or hard 
of hearing. While the Agency contin- 
ued to receive complaints related to 
service issues and personnel aware- 
ness, the number of complaints relat- 
ed to TTYs rose dramatically, 
accounting for half of all complaints 
received. Such complaints related to 
the failure to provide TTYs in termi- 
nals; carriers’ failure to provide a TTY 


service; or carriers’ failure to advertise _ 


their TTY numbers as widely as they 


advertise their regular numbers in 
media such as advertisements, 
timetables and Web sites. 


In most cases, carriers and service 
providers undertook corrective mea- 
sures that the Agency ordered. The 
Agency recognized that the com- 
plaints resolution process is limited to 
the parties to a complaint, but that 
this was part of a larger, systemic 
issue. Accordingly, in June Agency 
staff sent a letter to all Canadian air 
Carriers and airport operators on the 
matter of TTYs. It encouraged them 
to review the content of relevant 
Agency decisions and to assess what, 
if anything, they should do to ensure 
they were in compliance with the 
Communications Barrier Report. The 
Agency continues to receive com- 
plaints on TTY matters. 


Twice in 1999, the Agency was 
asked to rule on the application of 
the Canadian Charter of Rights and 
Freedoms (the Charter) to complaints. 
In the context of discrimination, the 
Charter is applied to those instances 
where discrimination is caused by the 
application or operation of law and 
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ACCESSIBILITY COMPLAINTS 
Issues of complaints resolved in 1999 (%) 


Miscellaneous 


Communication Issues: 4 
Carrier-related | 


14 Seating Accommodations 
19 7 


— 7 Breakdown in Communication 


Communication Issues: 
Terminal-related 107 


S 
va 24 Service Issues 
Conditions of Acceptance 8  / 


\ 
Personnel Awareness 8 | 3 Equipment Accessibility 


3 
Terminal Accessibility 


not to situations caused by private 
actions. 


In one case involving ground 
transportation at Ottawa’s 
Macdonald-Cartier International 
Airport, the Agency noted that the 
private entities providing taxi and 
shuttle bus services at the airport are 
private entities and as such, their 
actions are not subject to challenge 
under the Charter. 


In a second instance involving the 
Ottawa-Carleton Regional Transit 
Commission (OC Transpo), the status 
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of the corporation as a private entity 
was less clear. The Agency recognized 
that while OC Transpo is a corporate 
entity, it is subject to some degree of 
control by the municipal govern- 
ment. The Agency was of the view 
that the question of whether that 
government control was sufficient to 
bring OC Transpo under the applica- 
tion of the Charter was a matter that 
would be more properly dealt with in 
another forum given the broad 
implications of such a decision on 
OC Transpo. 


Interprovincial Para Transpo Services 


An applicant who is mobility 
impaired filed a complaint about the 
Ottawa-Carleton Regional Transit 
Commission’s (OC Transpo) proce- 
dure for requesting transportation on 
its door-to-door Para Transpo service 
to Hull, Quebec. All regularly sched- 
uled trips for work or post-secondary 
education to Hull are automatically 
provided. However, it requires pas- 
sengers to reserve 24 hours in 
advance for casual needs and to be 
placed on a waiting list. The appli- 
cant believed this requirement results 
in unfair and unequal treatment for 
persons with disabilities, as persons 
without disabilities are not subject to 
this requirement. 


The Agency recognized that 
because of the nature of the service 
provided by Para Transpo, the admin- 
istration, scheduling and coordina- 
tion of all reservations requires 
greater planning on a daily basis. 
Without an automated reservation 
and scheduling system, the required 
24-hours notice for casual trips was 
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found to be necessary. The Agency 
found that while the reservation 
process was inconvenient, it did not 
constitute an undue obstacle. 


TTY Issues 


A person who is deaf and uses a 
TTY filed a complaint with the 
Agency concerning the absence of a 
TTY reservation number on the Web 
site of Bradley Air Services Limited 
(First Air). While the Agency noted 
that First Air does provide other ways 
for customers to communicate with 
the carrier, such as a fax number and 
an e-mail address, not all persons 
who are deaf have access to these 
means. It concluded that, given the 
size and nature of First Air’s opera- 
tions, the lack of a TTY reservation 


The Agency makes its 
decisions available to individuals 
who have asked to be placed 
on mailing lists. They are also 
available to the general public 


on the Agency’s Web site. 
Following is a brief summary 
of some significant decisions 
the Agency issued in 1999. 
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line constituted an undue obstacle to 
the applicant’s mobility. The Agency 
ordered the carrier to install a TTY 
and to include the number on its 
Web site; in all seat-sale advertise- 
ments; and in all other publications, 
when reprinted, that provide infor- 
mation about the air carrier that is 
otherwise available to the general 
public. 


Parties filed other TTY-related 
complaints against both Canadian 
and foreign air carriers in 1999. 
These carriers included Air Canada, 
Canadian Airlines International Ltd., 
Bearskin Lake Air Services, Air St- 
Pierre S.A., Northwest Airlines and 
Lufthansa German Airlines. The 
Agency also issued decisions relating 
to the provision of public pay phone 
TTYs in airports in Montréal, Toronto, 
Bathurst and Ottawa, as well as in 
VIA Rail Canada Inc. terminals in 
Bathurst and Truro. 


Damage to an Electric Wheelchair 


The Agency received a complaint 
regarding the difficulties a traveller 
experienced when his electric wheel- 
chair was severely damaged when he 
was travelling with Air Canada. Air 
Canada arranged and paid for the 
repairs to the wheelchair, but the 


12 MoviNG AHEAD 


applicant had to use a temporary 
manual wheelchair for five days. The 
applicant said his wheelchair allows 
him freedom of movement in all 
aspects of his daily living, both at 
work and at home. 


In its decision, the Agency found 
that the damage caused and the fail- 
ure to adequately inform the passen- 
ger of the available options regarding 
a suitable temporary replacement 
wheelchair constituted undue obsta- 
cles to his mobility. Air Canada subse- 
quently submitted the training 
records of some of the employees 
involved in handling wheelchairs; 
informed its employees of the impor- 
tance of safely handling mobility aids; — 
and submitted a brochure outlining 
repair options for damaged mobility 
aids, including provisions relating to 
replacement aids. In 2000, the 
Agency will review all submitted 
material and determine whether fur- 
ther action is required. 


Refusal to Carry a Service Animal 


An individual who is blind filed a 
complaint following British Airways’ 
refusal to carry his guide dog in the 
aircraft passenger cabin on a flight 
between Toronto and New York City. 


The Agency found this refusal to 
be an undue obstacle to his mobility. 
The airline based its refusal on quar- 
antine restrictions implemented by 
the government of the United 
Kingdom. The Agency found that 
these restrictions do not apply to 
Canada-United States traffic and told 
the carrier to amend its procedural 
manual. During the investigation, the 
Agency noted British Airways’ policy 
provision that guide dogs are to be 
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muzzled, and it asked the carrier to 
remove this provision. 


Following the decision, British 
Airways advised the Agency that it 
would review its corporate policy on 
the carriage of service animals. British 
Airways’ response is an example of 
how the complaints process can lead 
to a better transportation system 
for all. & 


A GROWING CLIENTELE FOR TOURISM 


Accessible travel was the theme of 
the Kéroul Conference on Accessible 
Tourism for People with Limited 
Physical Ability which took place at 
the Renaissance Hotel du Parc in 
Montreal on April 25 and 26, 2000. 
The conference explored new ways 
of travelling in Canada and around 
the world. 


Hotels, restaurants, travel agen- 
cies, operators of tourist attractions, 
regional tourist associations, organi- 
zations of persons with disabilities 


and cultural groups all joined Kéroul 
to discuss ways of making tourism 
destinations accessible to all. The 
preliminary results of a study of the 
travel and tourism needs of persons 
with physical disabilities commis- 
sioned by Kéroul were presented 

at the conference to add to the dis- 
cussion. Kéroul is a Quebec-based 
organization whose mission has been 
to join the tourist industry in making 
tourism accessible to persons with 
restricted physical ability. 


Continued on page 14 
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Continued from page 13 


The tourism industry was urged 
by conference organizers to welcome 
and better serve this clientele. 
Developing repeat business from 
satisfied visitors with disabilities is a 
practical way of generating future 
tourism dollars. 


“Going out, touring and travelling 
like everybody else is an essential 
pleasure of life regardless of age or 
disability,” said André Leclerc, 
Director General of Kéroul. 


In North America and Europe, 
persons with restricted mobility or a 
disability represent about 15% of the 
population. This market is growing 
rapidly. There are almost 4 million 
persons over the age of 65 in 
Canada. That number will double in 
the next generation and make up 
almost a quarter of Canada’s total 
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population. Many of these people 
will have their mobility decrease with 
age and while not always essential, 
mobility aids and special attention 
are certainly appreciated. Demands 
for accessible services are increasing 


_as more and more visitors with dis- 


abilities seek tourism opportunities. 


A climate of exchange of ideas 
and service techniques generated a 
renewed spirit of cooperation among 
the different countries represented at 
the conference. Kéroul is now work- 
ing in conjunction with Tourism 
Quebec to organize an international 
conference on accessible tourism 
for 2004. @ 


TRAVEL RESOURCES 


People who travel are paying more 
attention to the travel resources 
available to them. Accordingly, tour 
operators and agencies are starting 
to recognize the market potential of 
travellers with disabilities. Some travel 
resources and their websites are: 


CSA International: is an indepen- 
dent, not-for-profit organization. 

It is a leader in the field of standards- 
development and the application of 
these standards through product 
certification, management systems 
registration and information prod- 
ucts. In the U.S. and Canada, call 
toll-free 1-800-463-6727 
http://www.csa-international.org 


Canadian Airports Council: This site 
provides links to airports that are not 
operated by Transport Canada. 
http://www.cacairports.ca 


Active Living Alliance for Canadians 
with a Disability: provides a directo- 
ry of outdoor recreational opportuni- 
ties organized by province. 
http://www.ala.ca 
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Indie: The Integrated Network of 
Disability Information & Education: 
provides information to people with 
disabilities on a variety of products 
and services. 

http://indie.ca 


Canadian Disability News: features 
daily updates on news of interest to 
physically disabled people in Canada 
and a comprehensive list of Canadian 
disability-related sites. 
http://members.home.net/signnet 


Trips Inc.: provides travel opportuni- 
ties for people with developmental 
disabilities in a safe, respectful and 
fun atmosphere. 

Telephone: 1-800-686-1013 
http://tripsinc.com 


Independent Living Products (TM): 
Products to help in maintaining/ 
extending an independent lifestyle 
on a day-to-day basis. Phone: (602) 
249-0455 / 1-800-377-8033 
http://www.ilp-online.com + 
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PROVISION OF SERVICES ABOARD 


SMALL AIRCRAFT 


Chris Stark 


Currently, the Air Transportation 
Regulations require air carriers using 
aircraft of 30 seats or more to pro- 
vide specific services to persons with 
disabilities. The Canadian 
Transportation Agency is now work- 
ing on a project to establish which 
provisions could also be applied 

to carriers operating aircraft with 

29 seats or less. 


In Canada, carriers operating large 
aircraft must provide persons with 
disabilities with assistance: 

at the check-in counter, 

to proceed to the boarding area, 


to board a plane and deplane, and 


to transfer between mobility aids 
and to or from passenger seats. 


They must also accept assistance 
animals and carry mobility and tech- 
nical aids as priority baggage, free of 
charge. 


In June 1999, the Agency met 
with its Accessibility Advisory 
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Committee and asked them whether 
such services should also be provided 
to persons with disabilities when trav- 
elling on smaller aircraft. 


The Agency then decided to 
conduct a preliminary consultation 
with those Canadian air carriers who 
operate aircraft with 29 or fewer 
seats in December 1999. The Agency 
is currently analyzing the feedback it 
received from these carriers. 


Once the analysis is completed, 
the Agency will conduct a broader 
consultation in the next year with air 
carriers who operate both smaller 
and larger aircraft, other members of 
the transportation industry, and the 
community of persons with disabili- 
ties. The comments provided at that 
time should help ensure that 
changes, if any, to the current regula- 
tions will be practical and relevant. 
To ensure that your views are taken 
into consideration, watch for oppor- 
tunities to participate in this process. 
If you have views or suggestions that 
could assist with this work, please 
share them with the Agency. @ 
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